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摘  要
近年来O2O电子商务模式快速发展，在不少行业已经形成了叠加、累积的效应。这
种模式的关键在通过在线平台的展示吸引消费者，完成产品或服务的在线购买过程
，然后通过传统的离线方式接受产品或体验服务，这就对线上、线下两方面的服务
质量提出了更高的要求。根据客户感知价值的相关理论可知，客户感知价值将直接
影响客户信任度和满意度，从而影响客户忠诚。而吸引和留住消费者的关键是商家
在服务方面建立的竞争优势。特别地，目前基于O2O模式下客户感知价值偏低的现
状，需要对O2O模式下客户感知服务质量体系建立以及风险管控进行研究，寻求提
升客户感知价值的具体因素和有效对策，为O2O企业提升客户感知价值促进客户满
意和忠诚提供有效对策。
本文首先阐述了客户感知服务质量体系的相关理论。然后以一达通公司O2O综合外
贸服务平台作为研究对象，分析一达通公司O2O服务质量的现状和存在的问题。从
一达通公司的实际情况出发，结合客户感知价值的理论，为一达通公司提升和改进
服务质量提供方案。运用SERVQUAL量表，结合已有的研究成果和对服务质量影响因
素的识别，在此基础上设计专家访谈问卷，根据问卷结果对各项指标进行修改和赋
权，构建出外贸综合服务平台服务质量评价模型，并对模型指标的信度和效度进行
验证。研究结论表明：对进一步改善一达通公司的O2O服务质量，组建更有竞争力
的线下服务团队，与客户建立长期战略合作伙伴关系起到良好的支撑作用，为公司
的可持续发展奠定坚实的基础，从而在市场竞争中保持续领先地位。
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Abstract
With the rapid development of O2O e-commerce mode in recent years, in many
industries has formed a superposition, cumulative effect. The key of this model in
the show through an online platform to attract consumers, products or services
online to complete the purchase process, and then through the off-line way to
accept the traditional experience of products or services, which puts forward
higher request to the online and offline two aspects of quality of service.
According to the theory of customer perceived value, customer perceived value
will have a direct impact on customer trust and satisfaction, thereby affecting
customer loyalty. The key to attract and retain consumers is the competitive
advantage of the business. In particular, based on the current status of low
customer perceived value under the O2O model, the need for research on
customer perceived service quality system under O2O mode and establish risk
management, seek specific factors to enhance customer perceived value and the
effective measures for O2O enterprises to enhance customer perceived value to
promote customer satisfaction and loyalty provide effective countermeasures.
Firstly, this paper introduces the theory of customer perceived service quality
system. Then,Take Yidatong O2O comprehensive foreign trade service platform
as the research object, analysis of the current situation of Yidatong O2O service
quality  and the existing problems. From the actual situation of the company,
based on customer perceived value theory, provide a solution for Yidatong to
enhance and improve the quality of service. By using the SERVQUAL scale,
combined with the identification of existing research results and the influence of
service quality factors, design expert interviews and questionnaire on the basis of
this, according to the survey results and modify the weights of various indicators,
build a comprehensive foreign trade service platform service quality evaluation
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model, and the model index of the reliability and validity of the verification.
Conclusion: to further improve Yidatong's O2O service quality, service team set
up a more competitive line, to establish long-term strategic partnership to play a
good supporting role with customers, lay a solid foundation for the sustainable
development of the company, so as to maintain continued leading position in the
market competition.
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